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Contact Management

Customers

Access

Channels
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 Version 1.1a

Constituent Contact Platform

Standards-based Integration of Applications and Data

Custom Interfaces

Presentation Layer

Application Layer

Information Layer
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Governance Outreach & Training
Portal 

Operations & Support
Portal DevelopmentApplication Integration Standards & Policies

Vision and business alignment
Issue resolution
Resource/investment allocation

Synchronize projects and related 
e-initiatives to manage 
interdependencies and issues 
Release strategy
Optimize program scope, 
resources and timing 
Ensure program performance 
meets commeettee expectations
Risk management

Analysis and needs assessment
Work with application and data 
owners on integration 
opportunities
Development of service-level 
agreements

Design and implement-ation of 
new applications, enhancements 
and deployments

Effectively address and resolve 
technical issues
Address ongoing product 
upgrade and technology change
Skills acquisition and extension
Help Desk operations

Program Management

Identify policy needs
Collaborate with Department 
management on the development 
of e-Government standards and 
policies
Manage and monitor policies to 
ensure continued relevance

Develop and execute IT 
communications plan
Develop and execute end-user 
and technology training program

Strategic Goals

Self-Service
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In-Person
Instant 

MessagesMailFaxE-MailPhone

Online Services 
(per current industry standards)

Outreach

MailFaxE-Mail
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Search

Virtual Agent

Multi-Language

* Employee channels are examples only - pending further validation

MBPD Fire PublishHR
Publish

Finance
PublishOthers
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Permit Services
(Building, Parking, PW)

License Services

Tax Services

Employee Services

E-Procurement 

Health & Benefits Services

Kids Civic Page

Employment Services

Family Services
(Only Parks & Rec)

Education Services

Public Safety Services

Legal Services

Environmental (Green) Services

Parks & Recreation Services

Enterprise Resource Planning

Other

Enterprise Modules

E-Licensing

Decision Support
(Reports to adjust Work Flow) 

Directory Services

Authentication, Authorization

Surveys

Collections Mgmt
(Finance Only)

Payment Process

E-Mail Campaigns

E-Signatures

Single Sign-On

E-Permitting

GIS

E-Forms

Search

Content
Mgmt

Laserfische Document Mgmt

Collaboration Tools

Storefront/ 
Shopping Cart

WiFi/Mobile

Support

Tech Support

Reporting

App Support

G2C G2B G2G G2E

Reverse 9-1-1

Others

PublishParking

EXTERNAL INTERNAL

Navigation

Publish Publish Publish Publish Publish Publish

Anytime 
25/7 availability 
Self-service options allow access to government on the 

customer’s schedule. 

Anywhere
Work, home, car, school 
The City of Miami Beach will provide customers the 
opportunity to do business “online versus in-line”.

Fully Accessible
Choice in information presentation
The City of Miami Beach will provide online information in 
multiple languages, and in multiple formats for people with 
disabilities.

No Wrong Door
Customers may access the same information and services through 
multiple channels
Field workers and desk staff will be able to use the E-Government 
channel to support person-to-person interactions.

Breadth of Constituencies
Residents, visitors, employees, businesses, other governments and 
third-party information providers among those served.

Enterprise Serving
City-wide shared services
E-Government will save time and money by leveraging enterprise 
modules (e.g., search engine, payment engine, GIS) across multiple 
departments.     
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Improve Process through IT

Improve Services

Operational Efficiencies

Outreach and Prevention

Citizen Participation

Policy Formulation

Economic Development

Infrastructure Goals


